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Abstract 
A resilience building process, lasting over a period of 10 years, has evolved gradually in a multi-cultural college. This article 
presents the college challenges and difficulties (e.g. national differences or public opposition) using the Lahad and Ben-Nesher 
(2008) multi-dimensional model of resilience as a theoretical framework for individual and organizational processes that 
contribute in coping with both crisis situations and everyday reality. The first three levels of the model are used in order to 
demonstrate the resilience building within the three levels of college organizational hierarchy: management, faculty and students. 
Finally, we discuss conclusions and applied contributions.  
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1. Introduction 
     The Israeli society is a heterogeneous society of immigrants living under a continuous security threat. Typically, 
the resilience of communities in social or economic crisis and communities experiencing accelerated change or 
development may be undermined (Lev and Eshet, 2012). This article presents a process of building resilience in a 
community which is an academic institution undergoing the process of growth, incorporating within it different 
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nationalities, ethnic groups, religions and cultures. Therefore, the process of connecting diverse groups to attain 
academic objectives is a complex one with continuous tension and conflicts, both within the organization and in the 
external environment.  
     Resilience is a dynamic process, the result of an individual's successful adapting to traumatic or stressful events, 
and his ability to resume efficient functioning at the termination of the event (Werner and Smith, 1992; Wolin and 
Wolin, 1993). The concept of resilience has been studied, initially, at the individual level and includes within it the 
individual's ability to demonstrate hardiness and to cope well with the traumatic experience, provided he sees the 
potential of coping with the traumatic event as a challenge, meaning that he sees change as a stimulation for growth 
and development; as commitment, meaning the creation of a purpose while demonstrating curiosity that will lead to 
the interpretation of a meaning for events and identifying with them, and as control, meaning the individual's belief 
that he is capable of controlling events that occur in his life (Kobasa, 1979). In addition, the concept has been 
studied at the familial level (Cohen et al., 2002), in cultural contexts (Rorlich, 1986) and social-ecological contexts 
(Berkes et al., 2003). 
     The concept of social resilience, also known in research literature as "national resilience" (Barnet, 2004), stems 
from the recognition that the power of a nation is measured not only by the military resources at its disposal, but also 
by its psycho-social characteristics, which determine its resilience in persistent terror and crisis situations (Bar-Tal, 
2001). Social resilience expresses a society's ability to cope with hardships and adverse events without 
compromising its value system and its social institutions, by implementing changes and adaptations in a new manner 
(Friedland, 2005). The definition of social resilience as society's ability to endure continuing adversity, includes 
both a cognitive component and a behavioral component. On a cognitive level, social resilience reflects the society's 
morale, or its belief that it has the ability to overcome difficulties and continue onwards (Eshet and Lev, 2011) – for 
example, a culture based on the narrative of heroism and a sense of pride. The behavioral component refers to the 
actual behavior of individuals in various areas of their daily life, where the emphasis is on the ability to cope and 
adapt (Amit and Fleischer, 2005). 
2. Multi-cultural college: characteristics and challenges 
     Organizations in Israel function in a dynamic reality of fast-paced events that make their functioning difficult 
both in terms of understanding and analysis of reality as well as the impact on decision-making and responses. 
Hence, the advantage or survival ability of any organization stems directly from the development of its ability to 
cope long term with situations of uncertainty, with changes and crises. A college in which the process of building 
resilience has occurred copes with unique challenges and difficulties in comparison with other academic institutions. 
From the aspect of the external environment, the college is located in a heterogeneous and multi-cultural region, but 
operates within a city, most of whose residents are Orthodox Jews. For this reason, there are political forces within 
the city leadership and among the residents that oppose college activities.   
 
     The second challenge, the internal organizational challenge, is related to multiple religions or nationalities of 
individuals within the organization. Among the Jews, there are Secular, Reform, National Religious, Orthodox, 
Ultra-Orthodox, veteran residents and new immigrants. Among the Arabs, there are Muslims, Druze, Bedouin and 
Christians. In addition, there are students from other minorities within Israeli society. Each of these identity groups 
in the college has desires, objectives and sensitivities of its own. Often, the group's priorities will clash and create 
rifts which undermine the stability of the institution and threaten to disrupt the study routine.  
     The following are three examples that have occurred at the college and which illustrate this matter: 
 
• During the second Lebanon war, a Muslim Arab student who opposed IDF activity behaved violently 
towards a Druze student who served in the IDF and fought in Lebanon. This example is part of the 
continuous conflict between Arab students who do not serve in the IDF and Arab students who do serve. 
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• There was a fear among the Ultra-orthodox Jewish residents of the city of Zefat that Muslim Arab students 
will live in their neighbourhoods. Therefore, they started reducing the renting of apartments in the city to 
non-Jewish students. Following this opposition, there was a fear of a housing shortage for students of the 
college who wished to live in the city. 
• Following the massacre of a Jewish family by Palestinian terrorists in the settlement of Itamar there were 
Muslim students who had expressed manifestations of joy. As a result, there were some incidents of 
violence between Jewish and Arab students. 
     These and other examples have disrupted the routine of college life, as they have brought on a flood of negative 
feelings, and the campus has radiated a general sense of quiet tension out of the fear that raising these subjects might 
increase mutual anxiety and hostility. In this climate, the reality of the gaps between nationalities and religions and, 
in particular, between Arabs and Jews, is sharpened. One of the more frustrating issues is the language spoken in the 
college.   Arab students often feel inferior to Jews because they find it hard to express themselves in Hebrew, which 
is their second or perhaps even their third language. To the same extent, a Jewish student might find it hard to 
express himself in a class where almost all the students are Arabs, and he would feel in the minority and find it 
difficult to integrate. 
 
     In addition to the souring of the college atmosphere, the institution's image is often compromised as well, and 
may negatively affect student registration of all nationalities. However, the issue of the college's character and 
nature has not been marginalized. On the contrary, over the years and today as well, college management has 
discussed the nature of college atmosphere and values, according to a cultural model based on a dialogue of moral 
values and faith. Decision-makers at the college came to understand that all the various members of the college 
population – lecturers, students and employees – could not be refined into one homogeneous entity, as it would not 
eliminate the cultural and religious rifts, but rather deepen them.  
 
3. Processes generating resilience: a cultural dialogue on three organizational levels 
     The processes that take place at the college focus on the central cultural conflict between Jews and Arabs, with 
the objective of constructing a framework intended to improve the dialogue between the two groups at the college, 
while striving to promote academic and social equality for all students. Three main models for multi-cultural 
sessions exist together in the daily reality of the college.  
     The first and the dominant model is the contact hypothesis model (Allport, 1954) according to which inter-group 
contact will be efficient in the improvement of inter-group relations, if it fills the following four central conditions: 
prolonged interpersonal contact, equal status between both groups in contact situations, cooperation of members of 
both groups towards a shared objective, institutional support and legitimization of session objectives. Thus, in 
accordance with the contact hypothesis, an emphasis was placed at the college on interaction and interpersonal 
relations and on the maintenance of common practices between the groups. 
     The second model for sessions, the joint projects model, is based on the assumption that work on a joint mission 
directed to the attainment of the objective relevant to both parties will bring the parties together and will create a 
shared "super-identity". Studies show that inter-group work has the power to improve inter-group relations (Aronson 
& Patnoe, 1997; Sherif, 1966).  In accordance with this, there are joint projects at the college for Jewish and Arab 
students, such as:  research, social involvement and community contribution, art and music exhibits etc. 
     The third session model is based on theoretical issues linked to relations between nationalities and religions. The 
dominant component of this model is the study or engagement in theoretical issues relevant to the improvement of 
relations between Arabs and Jews in Israel, such as: democracy, civil rights, humanism, shared citizenship, tolerance 
and multiculturalism. The method includes study, discussion and processing of these issues and, in some of the 
cases, also the construction of study materials. The examples of the existence of this model at college are many, 
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beginning with mandatory courses in all paths of study and through to research and conferences on these issues (e.g. 
multicultural ethics conference). 
     In order to describe the processes taking place at the college over the last decade, the multi-dimensional 
resilience model is being used as a theoretical framework. According to Lahad and Ben-Nesher (2008), although the 
human personality and behavior are more complex than the theoretical attempts to describe them based on 
dichotomous dimensions, each person develops his own unique coping pattern, which consists of six elements. 
Hence, the proposed multi-dimensional resilience model references these six elements, which are key factors in of 
the individual coping style: (a) Beliefs and Values; (b) Affect; (c) Social; (d) Imagination; (e) Cognition; and (f) 
Physiology.  
     This model proposes a relation to the unique coping style of each individual, as a personal group of all six 
dimensions. However, although every person has the potential to deal with all six, most people develop their own, 
unique and favorite coping pattern. Thus, most of the processes that will be described have developed naturally 
according to the needs on-site and the abilities of the individuals in the college. With the use of the first three stages 
of the model, the components of resilience and coping will be described at three different colleges' organizational 
levels:  
• Beliefs and Values Channel: philosophy of life, beliefs and values- these issues are mainly reflected in the 
senior management processes.  
• Social Channel: society, social roles, belonging and community organizing- these issues are mainly 
reflected in the faculty members (lecturers) processes. 
• Affect Channel: emotional coping strategies- these issues are mainly reflected in the students processes.   
     
3.1. Management 
     Processes at management level take place both via joint work meetings – during which the college vision and the 
shaping of policies are discussed – and discussion meetings and workshops. Management activities are performed 
with full transparency and are intended to create order and to contribute to a sense of confidence and certainty at all 
organizational levels: department chairs, faculty members, students and administrative staff. Thus, management 
processes are contributing to the strengthening of private and organizational resilience.   
      
     Management work principles are: 
 
• Institutional commitment to fundamental values that correspond to reality – It was decided not to 
adopt a public-national approach, and symbols throughout the public college space are only in Hebrew and 
English. As the highlighting of national symbols may create opposition within the college and without, this 
approach was adopted to maintain a reasonable balance in everyday reality. In addition, department chairs 
must integrate a multicultural study element in every department; for example, in several departments (such 
as, nursing, physiotherapy and social work) students learn to treat patients of different religions and 
nationalities.  In addition, practical trials in these departments are undertaken gradually and with 
consideration of the students' religious restrictions (e.g. allowing students to practice physiotherapy on the 
same gender due to a religious restriction in contact with the other gender). 
• Leading concrete activity programs – management encourages multiculturalism in several ways: (1) 
creating a cultural equality in organizational job positions (academic and management) and providing 
student services like academic consultation, library and computer services, etc. ;(2) granting priority to 
283 Lipaz Shamoa-Nir /  Procedia Economics and Finance  18 ( 2014 )  279 – 286 
multiculturalism in research budgets so that research on these matters and mixed teams of different 
religions and nationalities will be given priority in obtaining grants. 
• Creating focused solutions – management provides a clear, immediate response to various daily matters,; 
for example, it was decided to take into consideration the academic time schedules of the three main 
religions: Judaism, Christianity and Islam. Thus, in situations where the lecturer or most of the students in 
the course celebrate a holiday, the lesson will not take place, with make-up lessons at the end of the 
semester.  In addition, the college offers free solutions and assistance to students with language difficulties 
in Hebrew, Arabic and English.   
     The above examples illustrate how organizational management has the power to create a quiet, stable routine in a 
complex, organizational and personal reality. It appears that the secret to the power of this process is the work model 
developed over the years and integrating components from different inter-group session models, presented 
previously (Maoz, 2011). The uniqueness of the model is in the creation of equality of opportunity for all students, 
turning a dialogue into part of campus life and granting legitimization to the contents of different cultures.  The 
assumption is that creating a reality like this is beneficial to students and to the entire college. 
 
     In addition, there is great importance to the integration of processes among the organizational levels, and indeed, 
workshops for lecturers and college management have taken place. There are also a number of key figures in these 
processes, including department heads, who participate in management meetings and are directly responsible for the 
processes among lecturers and students. 
 
3.2. Faculty members 
     Dialogue between faculty members have been conducted for a few years in department meetings, seminars and 
workshops that take place every year. In the workshops there is an open dialogue including knowledge, opinions and 
narratives of the lecturers themselves. The discussions have become more practical over time, i.e. creating and 
disseminating new manners of thought and study at the college that will enable students to succeed in their academic 
and social tasks. Thus, despite national, political and cultural differences, new partnerships have been created and 
the dialogue has become a basis for the growth of shared social and intellectual activities.  
     The main contribution of lecturer workshops can be divided into three areas: 
 
• Implementation of college policy – the detection of paths of action in the consideration of matters 
regarding multicultural realities in class, such as, study contents or consideration of students regarding 
language (e.g. Arab students who find it difficult to read or write in Hebrew or English). In addition, 
lecturers decide on the type and manner of discussions to conduct in class when crisis news events take 
place (e.g. terrorist attack or military operation) as there is permission from management to conduct 
discussions in the classrooms. 
• Staff relations – encourages personal bonding, emphasizes similarities (e.g."We are all human beings", 
"Shalom-Salaam") and helps in constructing a shared super-identity and a feeling of togetherness. As a 
consequence, a sense of cohesion, including research collaborations among lecturers, were increased. 
Moreover, due to these meetings, a mutual acquaintance was created, stereotypes decreased and friendships 
among lecturers increased.  In addition, there is hope that these messages will seep down to/influence the 
students. 
• Strengthening the bond with the community – the shaping of processes for practical integration of 
students in organizations in a college environment, like: schools, cultural institutions, dormitories for 
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underprivileged youths, health organizations, etc. In addition, residents of the region can enjoy free 
lecturers given by college lecturers within the framework of the popular lectern. 
     In summary, faculty members focus on building a teaching program that takes into consideration the abilities and 
difficulties of students from social minority groups (Arabs, Orthodox Jews, new immigrants, etc.). Hence, the 
lectures sessions have succeeded in creating a basis for the improvement of the complex relations between the 
different groups at the college and outside it, and the lecturers who participated in the dialogues have become agents 





As for the students, natural social meetings stemming from daily shared contact are not sufficient. The strengthening 
of students' resilience is also expressed in academic terms and in classes, for example, by the establishment of joint 
study projects during the school year. Further, this strengthening acts on two main social levels: structured 
discussions in a multicultural dialogue course, leading in the end to an improvement in the class's social atmosphere 
and the strengthening of trust among students. The second channel is via projects and activities within the 
framework of the Dean's office and the Student Union. 
• Cultural dialogue and interpersonal communication course – an annual academic course in which students 
of different nationalities meet 3 hours a week. The course is an elective in the faculty of behavioral 
sciences and is given by two facilitators – a Jew and an Arab. The course comprises workshops, including 
discussions on issues that underlie the cultural differences among the participants and dialogues on what is 
occurring within the group. The workshops focus on students' emotions on national and religious identity 
issues that arise. They also deal with matters linked to membership in the communities from which each 
student originates. Thus, students study how the conduct of group members reflects relationships at the 
college and its external environment. Course participants study how to cope with complex situations in 
their daily reality, such as Muslim students who find a way to relate to the Holocaust Day ceremony and to 
participate in it, or how to collaborate in the student union elections. It is important to note that more than 
once, the dialogues have been difficult and frustrating, full of insults and objections. But at the same time, 
an analysis of the interpersonal relationships in the course enables students to take responsibility for the 
quality of relations and the class atmosphere.  In addition, it assists in detecting personal coping resources, 
including the daily practice of self-expression in interpersonal communication, practice in conflict solving 
and finding solutions for mutual assistance. 
• Social projects – students act with the initiative of the Student Union to organize social activities on 
campus and outside the college.  Here, too, cultural and national diversity is expressed, and projects are 
headed by multinational teams, including plays, shows, sports events, celebratory events for holidays in 
every religion (Hannuka, Eid-al-Adha, Christmas, etc.) and memorial ceremonies. In addition, the Office of 
the Dean of Students holds a mentoring project in which veteran students assist first-year students in coping 
with language difficulties in academic tasks. This project contributes to the meeting and shared activities of 
students from different nationalities and empowers all of the participants. In addition, the success may 
encourage participants to replicate the project when they complete their studies and return to their 
communities in future.  
In summary, it appears that beyond the meetings that take place naturally at college, the processes presented 
have illustrated how one can build and improve contact and dialogue among different nationalities and create 
the circumstances that will lead to honest and real communication. Joint construction of mechanisms for 
dialogue and shared social activities enable all involved to present positions of deep controversy. As a result, 
everyone is given the opportunity to cope with feelings of mutual distrust and bigotry and to strive for change 
and an improvement in the existing situation. 
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4. Discussion and Conclusions 
     This paper presents a description of the building of personal and organizational resilience via dialogue processes 
taking place on three levels of multicultural institution. First, the characteristics of the college as an academic 
institution functioning under unique circumstances have been presented, including a complex multicultural reality 
within the organization and without. A dynamic process, based on the creation of a new balance between uniformity 
and differences, has been developed in this reality, where the differences are evaluated not as a threat and challenge, 
but rather as a strengthening and enriching of the college's character and values. 
      
     An additional principle existing at the college is the creation of a connection and communication among cultures.  
In order to prevent a situation where different cultures at the college are foreign to one another and a situation where 
there is almost no communication, the structure of the courses and the relationships that have developed contain a 
cultural link. It appears that this mutual intercultural link contributes to the cohesion and resilience of the individuals 
and the entire organization. For this purpose, the college has established as many frameworks as possible for 
meetings and cooperation between Jews and Arabs, Moslems, Druze, Christians, etc., both within the framework of 
formal activities – courses, academic tasks, research teams, and within the framework of informal and social 
activities, like the Students' Union, classes, student dormitories, etc. 
      
     In addition to the social complexity within the college, its resilience is constructed in a specific and challenging 
social context. The complexity stems mostly from the fact that although the college constitutes a microcosm of its 
regional population, it is located in a city that does not represent this social composition and actually opposes its 
existence.  Thus, alongside the basis of a positive relationship with city residents, the college has established a 
routine, daily conduct, even in crisis situations. 
 
     The process of building organizational resilience requires management leadership. However, the processes must 
be adapted to actual events on-site. First, it is important to have cross-organizational processes.  And although 
participation in these processes is on a voluntary basis, it was illustrated how agents of change can be used in order 
to affect other individuals in the organization. In this case, it is important that the agents of change hold key 
positions with influence (e.g. department chairs or head of student union). 
 
     Although the resilience-building process takes many years, it can be accelerated by changes or crises that 
constitute an impetus in focused and efficient coping. Meanwhile, both routine and crisis situations contribute to the 
process. While several aspects of resilience are being built in routine situations, most of them are being tested only 
in crisis situations. When the going gets tough, the tough get going, is a familiar phrase which means, that when the 
situation becomes difficult, the strong will work harder to meet the challenge. Nevertheless, it was demonstrated 
how strong people may be the ones who have received the advance preparation and have had the opportunity to 
practice their coping skills. 
 
     In summary, this paper illustrates how mediation between nationalities and religions contributes to the resilience 
of multicultural organization. Communities with a large and varied mix of cultures, like the college presented here, 
cannot survive for long without a dialogue among the groups comprising it. In addition, the paper reveals that this 
type of dialogue has a procedural nature, however, in order to establish a solid, long-term foundation for collective 
existence, essential cultural issues must be addressed. On a more general level, the case study presented here may be 
relevant to other contexts of companies in situations of cultural conflict or post-conflict. This process can be 
implemented in interventions based on inter-group contact, taking place in different locations across the globe, with 
the objective of assisting in resolving conflicts and reconciliation. 
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